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DTS ITSM Service Request Management System Introduction
. Overview of how Service Request Management (SRM) works
. High-level descriptions & specific design definitions

. Generic descriptions of how users access and use Service Request Management
(SRM)

. Quick demonstration of the SRM Console

» Logging in

» Submitting a request
» Viewing a request

» Updating a request
» Logging Off

. The implementation of the DTS ITSM Service Request Management System is Not
designed to replace the Customer Support System (CSS) or the DTS Service Catalog.

. It is designed to replace the existing Remedy 5 web interface, Rapid Change
application, and the former SubmitCR process.
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Service Request Management (SRM) is the single point of entry in Remedy for users

What is SRM?

to open, view and manage their requests.

SRM is an Actionable Service Catalog

>

>

>

Easy interaction between the Requester and Service Providers:

>

>

>

Allows requester to see all services available
Allows self-service by requester

Provides feedback/tracking of requests

Web interface
Favorites

Search capable

It allows uses to perform the following actions:

>

>

vV VYV ¥V ¥V ¥V V ¥V V V V¥V

Look at services

Place orders

View orders

Reorder services

Create Requests

Search for Requests

View status on Requests

Modify or update Requests

Monitor recurring Requests

The ability to Close and Re-Open requests
Open Requests On Behalf Of Others

Run Reports
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Logging In

. To obtain authorization to use the system, please contact the Department of
Technology Services, Service Desk at (916) 464-4311 or email your request to:
DTSHELP@DTS.CA.GOV

. You can access the DTS ITSM Service Request Management System at:
HTTPS://ITSM.DTS.CA.GOV or the Department of Technology Services Homepage
at: WWW.DTS.CA.GOV selecting 24/7 Service Desk and “ITSM Service Request
Management System”. From there you can either sign in to the system or view the
application procedures.

. It is recommended that your Internet browser be IE 7 or higher, Mozilla 1.7.3, or
Firefox 2.0. Pop-ups should also be allowed for the site.

. To log into this system, enter your Email Address and Password (password is Case
sensitive), leave the Authentication field blank, and hit Enter or click on Log in button.

BMC Remedy Action Request System Qbmc

Please log in.

UserHame

Password

Authentication

@ 2007 BMC Software, Inc. All rights reserved.
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IT Home Page

After logging in, the IT Home Page will appear. You will have three options to
choose from in the Quick Links selection.

» Approval Central — this link will allow you to approve requests
(this option will be available at a later date)

» Change Password — allows you to change your login password
(If you are an Internal DTS employee, do not use this
link to change your password. Please use your DTS
Network password to log in.)

» Request Entry — launches the Service Categories Console. This console
provides a web interface to submit, view, search,
update, cancel, re-open, and submit requests on behalf
of others. You can also view broadcasts sent by the
Department of Technology Services.

BMC Remedy AR System

IT Home

Welcome Cusiomer Non-Support

Quick Links

Approval Central
Chanhge Pazsword

S ervi zt M anagement
Request Entry

s LWL PN ey W RN VN

I s T LU SRy LW SRR LN WP i e S

S
>
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Service Categories Console Functions

The Service Categories Console functions are located on the left side of the page called the
Navigation Pane. The following tables will describe the functional areas.

ICON

FUNCTION

Submitted Requests

Submitted
Requests

Meeds Altenion

ACTION

Submitted Requests Section

Digplays service requasts that have been updated or require your attention

Crrafts

Displays service requests that have been saved as a Draft to be submitted at a latar
date

Since Last Visit

Digplays service requests that have been Closed since your last visit

Open Request

Quick Picks

Report an Incident

Displays all Open serice requests
Links to Service Requests that are selected most often.

Opens a senice requast to report an incident

Password Resat

Action Menu

Sendce Cateqornes

Opens a senice request for a password reset

Allows you to select other important functions

List of all services by category

User Prafarences

Configure setings of the Reguest Entry Consoke

ANswer Survey

Provide feedback on the guality of service on a paricular request

Suggestion

Enter suggestions (o improve your experience with DTS

Request On Behalf
of

Allows you to create requests on behalf of other users

View Broadcasts

Displays important messages about work or outages that might affect your

Mew Broadcasis organization
Allowes you to select muliple categones and put them in the shopping cart before
t
Shapping Cart filing them out individually
m Refresh Refresh the data in the tables
Logout Log out of the Remedy 7 web tool
Help Help Access the halp function on how to use the application
@ Search The search manu and magmfsﬂ ng glass allows you to search for a specilic serice
D Service Cateqoties Home The Home and Serice Categonas Links take you back to the Service Categones
Senrice Cateqones | Console

——
G @ B g f e - ety

This will take you back to the IT Home Page or bring up ather recent pages

The look will vary depending on which version of IE you are running

¥ ::_':"""‘:H " Recent Pages
L Berrandy Yo = Page Loadeg
@ Select the drop down arow next to the back and fonsard buttons located in the
upper left corner of your intermet session and select the Home FPage (Search)
Thie Link takias you 1o the previaus view much like the inernet browsear's back button
n Back Lirk The Link maintains the history of the last three views
The Link 15 disabled when there 1S no view history, submiting a request, or when you
have reached the beginning of the view history
The Link moves the user ahead in the Back history
Fonward Link
The Link is disabled when you reach the end of the view history
Workflow Bar Displays the status of the selected sarvice request
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Submitting a request

. After clicking on the Request Entry link on the Home Page, the Service Categories
page will appear.

. We recommend that you use the new “Request On Behalf Of” feature located in the
Navigation Pane when submitting requests. This feature will allow unrestricted view
of all requests within an agency or department.

| — BMC Senice Request Management e

Search [4l |~ ] ror | Q () View Broadzast

Submitted Requests @ 4 m )]

Sflf Needs Attention 4 Seryvice Categories
L.-fé’ Diafts 0
D'E Since Last Wizt  p . Network Support Services Employee Services
o Provides non-billable netwaork service requests (formerly Rapid ™ Describes services that provide for building maintenance, space
%‘ Open Requestz %’k. Change) € " planning, phones and accessories, and voice mail,
Quick Picks o List Related Services » List Related Services »  Browse Sub-Cateqories »
i - ]
Fepart anncident IT Support Services ) DTS Services
Pazsword Reset }—" Indudes services such as troubleshooting technical issues, Contains links to the DTS Service Catalog and Customer Service
- system/application server user id and account issues, and System (C55)
password resets (non-network related). 2
List Related Services »  Browse Sub-Cateqories = List Related Services =

Service Cateqories

User Preferences

Answer Surveys

l Eequest On Behalf OF...

—

FPowered by BMC Software
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. The following popup will appear.

On Behalf Of Selection

Search Criteria

Orgamization Information Location Information

Company | j Region | j
Organization | j Site Group | j
Department | j Site | j

Perzon Information

Firzt M ame |

Last Mame |

Full Mame |generic

Search Clear

e

Select a user to act "On Behalf Of*

1 entriez returned - 1 entriez matched

e e e L e e e e e e e e s e ol i el E o
HIGIIGUY Luygne iw I un naomc (=TT SIG WIvup

GenAct_Employment... Generic Employme... DTS [T5M Ser... - Hone - Employment D...  SacramentodSi.. Sacramento Unatle To

Select I

Cloze

. Enter the word “generic” in the Full Name field.
. Click on the Search button.

. Ensure the “GenAct_(your agency / department name)” record is displayed and
highlighted in the lower window.

. Click on the Select button to access the generic |.D view.

. This will return you to the Service Categories console.

Page 8



. The “Request On Behalf Of” will now show as “On Behalf Of Self.” In the upper right
corner you will see a “Requesting On Behalf Of Generic” message.

D BMC Service Request Management

Search |.f3.|| « | for | — Q _ - @
Z-.
!
1

Submitted Requests @ QMK m )]
e Meeds Aftention [ Service Categories

& Dusits 0

E‘}'! Since LastVist 0 Network Support Services Employee Services f
- Provides non-billable network service requests (formerly Rapid “ Describes services that provide for building mainte:
@1 Open Requests g - Change) "“ planning, phones and accessories, and voice mail?
5 &= ,
Quick Picks o List Related Services » List Related Services »  Browse Sub -Cahegoriesr
Feport an Incident ITS - - '
upport Services ) DTS Services {
Paszsword Beset H Includes services such as troubleshooting technical issues, Contains links to the DTS Service Catalog and Cusr
systemfapplicationfserver user id and account issues, ani System (C55
i~ fappl f d and d (Css)
password resets (non-network related). - 2
List Related Services »  Browse Sub-Cateqgaries » List Related Services =

Service Cateqaries

Usger Preferences
Anzwer Surveys
SuooeEshion

On Behalf OF Self ]

A AL At AR A

pt S VIETLEE TN e WY L e PRIl S N PRI RTINS S S A-"--\\fJ\"' .-
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. There are multiple ways to initiate a request.

» Service Category links
» Searching for a Service

» Quick Picks in the Navigation Pane

D BMC Service Request Management

| Search |.f3.|| « | for | Q]
Submitted Requests ¢ Tm )]

e Meeds Aftention [ Service Categories

& Dusits 0

e Y ..“'~@-r

E‘}'! Since LastVist 0 Network Support Services Employee Services f
- Provides non-billable network service requests (formerly Rapid “ Describes services that provide for building mainte:
@1 Open Requests g - Change) "“ planning, phones and accessories, and voice mail?
5 &= ,
uick Picks o ) List Related Services » List Related Services »  Browse Sub -Cahegoriesr
Feport an Incident - - '
IT Support Services ) DTS Services {
Paszsword Beset H Includes services such as troubleshooting technical issues, Contains links to the DTS Service Catalog and Cusr
\ i~ system fapplication/server user id and account issues, and System (CSS)
N o password resets (non-network related). - 2
[ List Related Services »  Browse Sub-Cateqgaries » ] List Related Services =

Service Cateqaries
Usger Preferences
Anzwer Surveys
Suggestion

On Behalf OF Self

A AL At AR A

pt S VIETLEE TN e WY L e PRIl S N PRI RTINS S S A-"--\\fJ\"' .-
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Service Cateqory Links

. Clicking on one of the Service Categories link will bring up a list of services under

that link.

EIn D

Seryvice Categories

Network Support Services

Provides non-billable network service requests (formerly Rapid
= Change)

List Related Services =

IT Support Services
Includes services such as troubleshooting technical issues,

Lo

Employee Services

@ Dezcribes services that provide for building maintenan?
B planning, phones and accessories, and voice mail,

: e
ListRelated Services »  Browse Sub-Cateqories » €

-
DTS Services

system fapplication /server user id and account issues, and
password resets [non-network related).

System (CS5)

List Related Services #

[ List Related Services = ] Browse Sub-Categories =

- {
Eg Contains links to the DTS Service Catalog and Customeg
'

£

N

s

¥

Recycle Mainframe Equipment
Recyde terminals, printers, and controllers

"
4 Add to Favorites (
&= Add to Cart

Request Information

Request information regarding DTS services, applications, existing service requests, chain of custody, or any
other general question

A Request Now ?

4 Add to Favorites
& Add to Cart ?

L]
A Request MNaow
User 1) Request
User ID Request 4 Add to Favorites
Request assistance with accounts, user ids, or logons for systems, applications, and servers. Please refer to
'Ck. services for Network related access such as RLD, VPN, SNA, CICS, YTAM, Metwork Mgmt Access, under Metwork ﬁ Add to Cart
. i H Support Services and for Active Directory services under IT Support Services.

A Request MNow

Password Reset I_\’r“,

Request password assistance with accounts, user ids, or logons for systems, applications, and servers, Please
refer to services for Network related passwords such as RLD, WPM, SMA, CICS, YTAM, Network Mgmt Access
under Network Support Services and for Active Directory services under IT Support Services.

4 Add to Favorites 1
&= Add to Cart

A Request Now

Report an Incident L\’r‘,
Report an outage with an existing service

&= Add to Cart

4 Add to Favorites

A Request Now

.’_..._,..-— - \,-— ]’n—"— -

/ r P ————

[ %sv\xw

oy
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. The Services List will display information about the service and three options to
select from.

» Add a service to your Favorites List that you use most often.

» Add a service to your Cart so services can be grouped together and
submitted all at one time.

» Request the service now.

e Recycle Mainframe Equipment . Add to Faverites

3 Recycle terminals, printers, and controllers
- # Add to Cart

A Reguest Mow

Reguest Information . Add to Favorites
‘) Request information regarding 0TS services, applications, existing service requests, chain of custody, or any
other general question ﬁ_’ Add to Cart

A Reguest Mow

User ID Reguest

“ Add to Favorites

Request assistance with accounts, user ids, or logons for systems, applications, and servers, Please refer to
services for Network related access such as RLD, VPN, SNA, CICS, VTAM, Metwork Mgmt Access, under Network & Add to Cart

e g Support Services and for Active Directory services under IT Support Services,
A Reguest Mow

Password Reset I_‘r

¢ Add to Favorites

Request password assistance with accounts, user ids, or logons for systems, applications, and servers. Flease
refer to services for Network related passwords such as RLD, VPN, SMA, CICS, VTAM, Metwork Mgmt Access # Add to Cart

—k i under Network Support Services and for Active Directory services under IT Support Services,
A Reguest Mow

) . .
Report an Incident B« 4 Add to Favorites

! Report an outage with an existing service
& Add to Cart

A Reguest Mow

L e s aangie  _an anamm o A oaaaaas o o 4
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The Browse Sub-Categories link will bring up a list of specific Service

Sub-categories to select from.

(4EY 2]

Service Cateqgories

: 4
u
2

etwork Support Services
Provides non-bilable netwark service reguests (formerly Rapid
I Change)

Relat W )

IT Suppaort Services

Inchsdes sanaces such as troubleshooting technical issues,
e system/applcationfserver user id and account issues, and

password resets (non-network related).

ist Related Sery [wuﬂms_]

A At __,p-i" N Y e B |

»

-

T

Selecting a Service Sub-categories link will bring up a specific Services List.

m }] IT Suppart Services

Service Subcategories

IT Support Services
Desktop Requests service Desk Requests
Email Services Miscellaneous Requests
Active Directory (AD) Administration [ Mainframe Services

Desktop Support
Qrder Desktop Hardware Software

_\u«.\*\ A, A.—"‘"

}] 1T Support S ervices ¥ Mainframe ... b
___*.--h‘- — Sewices 1-30of3 f
Mainframe Job Support ¢ Add bo]
[ = modify mainframe jobs, Blockade terminals = *
. ) Add to SF
b~
= A Reque?
s Mainframe Print Support ¢ Addto F..
[ = modify mainframe printer =
2 & Add to
v, S-SR
s A Reque,
Recycle Mainframe Eguipment L AddtoF.
i = Recyde terminals, printers, and controllers =
= # Addtod
‘J""-\#' —
I A Regue!
T e © I P e )
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Searching for a Service

. Search for a service by entering a title, description, using keywords, or a partial word
in the search field and clicking on the magnifying glass. A search will be performed
for any results that are similar to what was entered. You can also search by a specific
category by selecting from the search dropdown.

. An example of this would be entering the word ‘term’ in the search field and clicking
on the magnifying glass. A search is performed and similar matches are displayed for
you to select from.

1est Management

*
Search |l XJ lor[ |term Q] @ Wi
— MNetwork Support Services r
{ Employee Services 3
Serk IT Support Services \
DTS Services f:
Quick Picks 3
2\ Al Bervices Employee Services g
[\ clear) ork service reguests (formerly Rapid ™  Describes services that provide for building maintenan
%"J—-'-.' Change) ™\ . planning, phones and accessories, and voice mail.
1est Management
Search |,.f_\|| j for |term Q ¢
m }1 Services Matching Sea... [
Services 1-2 fo
n Mainframe Job Support o AJ-
i 5 modify mainframe jobs, Blodkadq terminals e
2 E[ ] i) Ag..
- A Rg-
,r-‘
N Recycle Mainframe Equipment o
l’ ] Recyde terminals, printers, and controllers of !
-, A
o . o, 2 2
""\"\.-\\_\_-_-b..\.“_“‘ T T o gphenmn e B ek g L gl e, hent g las
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Quick Picks in the Navigation Pane

Quick Picks are requests that are selected most often and placed in the Navigation
Pane eliminating having to search for the specific service. Clicking these links will
select a request form that is partially pre-populated with the appropriate fields.

Quick Picks o

Bepart an Incident

Fazzword Reset

Clicking on the arrow B in the Quick Picks section will display the Services List
showing the quick picks with a description of each link.

m }] Services Matching Sea. .

Services

3

1-20f2 :

Password Reset I_‘r‘r

4 Add to Fag
! ‘ Request password assistance with accounts, user ids, or logons for systems, applications, and servers. Flease
[ refer to services for Metwork related passwords such as RLD, VPN, SMA, CICS, VTAM, Network Mgmt Access

| # Add to Ca
‘_h i under Network Support Services and for Active Directory services under IT Support Services,
A RequestM
) +
i \
Report an Incident B i Add to Fai
Report an outage with an existing service
H Add to Care
A Reqguest

R Y e
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Populating fields in a Request

. After selecting a Service Category, you will notice that the individual selected for the
“Request On Behalf Of” is now the Requester. Depending on which service was
selected, various fields will be pre-populated as well as different fields appearing on the

form. All fields must be filled out to ensure that your request is addressed in a timely
manner.

. Enter the name of the individual needing the request in the Contact’s fields.

Search |AII j for |info Q ';' Wiew Broadecast

}1 Services Matching Sea.. 3 Provide Information
Provide Information

Requester edit Instructions
Mame Generic Employment Development Dept Please describe your request in the fields provided. You may attach files using the [Add ]
oh Attachment] button below or after initial submission by using the [Add] button an the Activity
one =EE

Log portion of the consale.

=

Email stacy.fong@dts.ca.gov

Request Details S
q February | r| [2009 =
Reguest Name |Request Information on Services by Joe User s-l-- M;- '-; '":-’ ';-- F: s;'
Required Date  [02/17/2009 11:00:00 AM @ e 0
22 23 1 5 26 27 I8 N — .
[T 2 Extended Price
OK| Cancel
Questions
Information request type* |Ser\v'ices - .
Services
Description of the request (add What type of backup services da you pravide and the =l Incidant Status
attachment if necessary)* cost associated. Do you also provide storage services, |+ Application
) Generzl question
Contact's First Name |Joe Chain of Custody
Contact's Last Mame |Llser (Chear)
Contact's Phone Mumber |[234)456 -0812
Contact's Email Address |Joe.user@d15[ca.gou
Add Attachment Summary Add To Cart Save As Draft | Submit |

Powered by BMC Software

Some of the fields will have a dropdown arrow = to the right of the field. Moving your
cursor over these dropdown arrows will display a menu allowing you to select the
appropriate item. You are required make a selection from the dropdown menu.

The Date Required field will have a calendar icon & to the right of the field which will
allow you to select a date and time.
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Adding an Attachment

. Add an attachment by clicking on the Add Attachment button located at the lower
left corner of the form. A popup box will appear, click Add, then Browse, select the
file to add, and then click OK. The message Adding attachment(s)... will appear in
the status window. When the download is complete, click Save.

Questions
Information request type®

Description of the request (add
attachment i necessary)®

Contact's Frst Name
Contact's Last Name

Contacts Phone M| Attachments

|5ervices

What type of backup services do
cost associated. Do you also prov

IJoe

|User

; 3 File HName Max Size Attach Label
—
ﬂ.ttachment! “ Browse_.. |
Save | Clos# | Statuz
| -]
x|

Attachment| C:\Documents and SellingshopsiathDi

Stalus o

mmm{xfc:mmms and 59“ings"~upﬁﬂﬂq

Stakus

altachment(z]... o Al
s ) =
Attachments Cancel
File Name Max Size Attach Label
Meeds Atterdion. doc BEE KB Attachment
Save Close
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Request Submission

. Located on the bottom of the form are five Request Process buttons.

» Add Attachment — see previous page.

» Summary

> Add to Cart

> Save as Draft

> Submit

— displays a summary of the request where you can submit

the request or save as a draft.

— group requests together so you can submit them all at one
time. This will also allow you to view all requests or just

the requests for that cart.

— save the request as a draft to be submitted at a later date.

— submits your request.

}1 Services Matching Sea.. ¥ Provide Informatian
Provide Information

Requester Edit
Mame Generic Employment Development Dept
Phone ###

Email stacy.fong @dts.ca.gov

Instructions

Please describe your request in the fields provided. You may attach files using the [Add =
Attachment] button below or after initial submission by using the [Add] button on the Activity

Log portion of the console.

|

Request Details

Reguest Hame |Request Information on Services by Joe User

Required Date |o2/17/2009 11:00:00 AM

Extended Price

Questions
Information request type*

Description of the request (add
attachment if necessary)*

Contact's First Mame
Contact's Last Name
Contact's Phone Number

Contact's Email Address

IServices E‘

What type of backup services do you provide and the =
cost associated. Do you also provide storage services. -

|Joe

|User

|(239)456-0812

|10e.user @dts) ca.gov

l Add Attachment Summary

Add To Cart

Sawve As Draft I Submit I J
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After submitting the request and selecting Request Details, you will notice that
Requested By is you, Requested For is the Generic profile for your agency, and
the Contact information is the individual requesting the request.

Details Activity Log Process View
Request Status: Planning
Summary for Report an Incident

Submit Date: 2/4/2009 11:54:05 AM
ID: REQOOOOOODD3287 Requested By: Customer Mon-Support
Title: Report an Incident [Requested For: Generic Employment Development Dept ]
Level: Company: DTS ITSM Services
Turnaround Time: 0 Hours Phone: (900) 234-0975

Email: Generic@edd.ca.gov
Incident type : Disruption in service
Incident category : Degradation
Description of the Incident (add Client is unable to access the Internet.
attachment if necessary) :
Impact : 1-Extensive/Widespread
Urgency : 2-High
Contact’s First Name : Joe
Contact’s Last Name : User
Contact’s Phone Number : (900)234-1256
Contact's Email Address : Joe.User@edd.ca.gov

Close
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Viewing a request

. If you still display the “Request On Behalf Of” message at the upper right corner of
the form, you are viewing all requests in your agency or department. You can locate
your requests from the selections in the table.

. If you want to only see your requests, click the “On Behalf Of Self” link. 1t will now
display “Requests On Behalf Of” and you are viewing your own requests.

D BMC Service Request Management
Search |AII j for |

Submitted Requests ¢ 4 m )1 Submitted Requests ?
SfE Meeds Attertion Submitted Requests Show |4l Open Requests - | Service Cart "
L—fé’ Dirafts [} 2 entries returned - 2 entriez matched ;
2 e LastWist 12 Request ID Request Hame |
D RE Q000000003354 Fepart an Incident Flanning 27,2009 12:11:33 PR
\ %‘I Open Requestz g REQO00000003256 Request Information Planning 2/3/2009 212:52 PM
"IN
Quick Picks o
Report an Incidert
Pazsword Reset
Request Summary
) Activity Log : 4

Welcome Customer Non-Supporl

Service Cateqories D BMC Service Request Management

Uszer Preferences

ﬂnswersurvegs = Search |Al j for | Q

Eeport an Incident

g
On Behal Of Sel ] | Submitted Roauests o | 4|t TS &
—= S Needs Attertion 4 Submitted Requests Show |Fiequests Needing Attention = Serﬁa
N e T s i [

I L—f Dirafts 1 4 entries retumed - 4 entries matched d
3% Cince Last Visi 0 Request ID Request Name Status Status Reason !

D REQ000000002805 Request Infarmation Completed Successful

% Open Requests 2 REGQO00000002749 zubmizzion from client toal Canceled By Provider
¢ REQOD0DO00DZ2748 Report an Incident Canceled By Provider {
Quick Picks 5 REQOO0000002:324 REOPEN: User ID Request [REQO0000000... Completed Wwith lssues (

Pagsword Reset

Request Summary

I —
Servioe Categoris Request Status : il 12/31/2008 8:12:50 AM ; &

T
Uzer Preferences

Anzwer Surveys

@‘ %‘ ‘ @1 % t*‘:i public

Request information regarding DTS services, applications, existing service
Request On Behalf OF.. requests, chain of custody, or any other general question 1/22/2000 9:42:10 AM ; Ci

Request Description :

F"‘"Wi‘\, Y

N

TR E R e P PV S P
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. If you are already in the Submitted Requests console, you can also view the
requests through the Submitted Requests Navigation Pane or by clicking on the
Show field or Service Cart located at the top of the table. These dropdowns will
have other additional tables you can access that the navigation pane does not.

. You will also have the same option on this console to select viewing all of your
agencies requests or just your own as described in the previous page.

[ Sibmited Faests o |
sl Meeds Aienbion g
_‘f Dooadty 2

r "::'; SmceLastVisl g

= Dpen Feguests
— ©)

Service Categories
Uszer Preferences

Anzwer Surveys

On Behalt OF Self |

4

| b | Submited Requests
Submitted Requests

10 erdnies rebared - 10 entnes matched

RE 0000000 555
REQDOO00000T 527
RE Q00000000 525
REQOOO0O000 524
REQDICOO0001 522
REQDOO0O000 521
REQOOO00000 520
REQDOOOO0O0 518
REQDO0000001516

Request Summary

Request Status @

Request Description ;

He_u_w_:l Hame

CRODOCOOOD00T 1

- my stuff
S ubamit Ddu__ Test cart

6/12/2000 6:33 e

Report an |ncident Reoently Closed Reguests

Mainirame Print Suport Requesls Cloed Snoe Last Lagin B/6/2008 61053 PM £/5/2008

Mainirame Job Suppoit Cloged Reguests B/E/2006 5:31:47 PM £/5/2008

Recycle Martisme Equpmert \ | (222 BB/ 2006 52558 PM B/5/2008

Uiger ID Request e = 2 et d L sttt

Frequast Inicemation Flarning B/GA2008 52119 P BAE/2008
Passwced Raset Pending [Meed Moee Inform . 6/5/2008 51305 PM B/R/ 2008

FReport an Incidars In Progress B/E/2008 51648 PM BB 2008

REDPEN: Repost an Incident [REQDOD00000T._._ Planning B/G/2008 51358 P B/6/2008 w

In Progress

Z2RBE B

Activity Log :

:46:05 AM -

Flaced call to CMAC to perform after hours intrusive testing

Reporl an outage with an esasting service

6/15/2008 9:50:49 AM ; ppsi30

Barbara [CMAC) states that there is 2 major fiber cut in !
Reuest Detals | | Congleis equen | | Canesl | pen |
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Service Request - Navigation Pane

. There are four selections to choose from:
» Needs Attention — displays requests that require your attention.

» Drafts — displays requests that have been saved as a Draft to be
submitted at a later date.

»  Since Last Visit — displays requests that have been Closed since your last visit.

» Open Request - displays all Open requests.

Service Requests — Show Field

. Settings in this dropdown are configurable through the User Preferences link.
. There are six selections to choose from:
» All Open Requests — displays All Open requests.

» Draft Requests — displays requests that have been saved as
a Draft to be submitted at a later date.

» Requests Needing Attention — displays requests that require your
attention.
» Recently Closed Requests — shows Recently Closed request.

» Requests Closed Since Last Login — displays requests that have been Closed
since your last visit.

» Closed Requests — shows all of your Closed requests.

Service Cart

. Selections in this dropdown are grouped together if you submitted your requests using
the Service Cart. Only requests that are in the particular cart are displayed when
selected. You can enter a unique name for the cart to make it easily identifiable from
other carts and requests.
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Submitted Requests Console

1). Request Table

2). Request Status and Description

3). Activity Log

4). Request Process Buttons

There are four sections to a Submitted Request Console.

b | Submited Requests
Submitted Requests

Service Cart

Aequest 1D

&  REOQOOOOOO0NEES
REQOD00O000 527
REQO0000000 525
REQO0O00000M 524
REQO0000000M 522
REQOOO00000T 521
RE Q00000000 520

& REQO000O000IS1E

REQ 000000001516

Request Summary

o

0 erdries retuned - 10 anties matched

Aequest Hame

Flapoit an Incident

Mainframes Print Suppaort

Mainirame Job Suppot

Recycle Manfiame Equipaent

Uiser ID Request
Frequeest Irdcemation
Passwoed Reset
Fepot an ncadert

REOPEM: Repoel an Incideri [REQDO0000001._

Request Status : In Progress
EIFEIENRE

Request Description :

Rieport an outage with an esisting service

Stalusz

Iri Prograss

Plarning
Duait

Plareing
Prening [Meed Mose Inform...

Plarining
[Pending [Meed Mcee inform...
Ir Progress

61242008 63333 PM

B/E/2008 6:10:53 PM
B/ES2008 5:31:47 PM
B/ 2008 52558 P
B/E/2008 52228 PM
BJ/E/2008 5:21:19 P
BB/ 2008 519005 P
B/E/2008 51648 PM
B/G/2008 5:13:58 PM

962

AM ;

Flaced call to CMAC to perform after hours intrusive testing

49 AM ;

Barbara (CMAC) states that there is a major fiber cut in

Add | Actrnty Log Detads

-

Riequest Detals | Coocieis
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Request Table

This table will display a list of requests depending on the search criteria you select
from the Service Requests Navigation Pane, Show field, or Service Cart. The table
will display the Request ID, Request Name, Status, Status Reason, Submit Date,
and Expected Date. The table will also display how many requests were found and
an alarm symbol & if you have requests that need your attention.

s -]

10 erdies relured - 10 enties matched

Hequest 1L Hequest Name | Submit D ate Expected Date

&  REQDOOOOOOIGES  Report an Incident InProgiess 6/12/20086:33: 33 FM 6/12/2008 ot
REQ00000000 527 Mainiranme Print Suppot Plarining B/ES 2008 6:10059 PM BB/ 2008
REQO0000000M 525 Mamnitame Job Suppoit Duaft E/BS2008 5:31:47 PM BES2008
REQ 000000001524 Recycle Mairfiame Equipmsnt Planning B/ES2008 52558 PM BB/ 2008
REQOOODO0001 522 Uzer 1D Riequest Pending [Mead Mo Infoma..  B/5S2008 52228 PM B/E/2008
RE Q00000000 521 Flequesst |rfemation Plarning BB 2008 5:21:19 PM BAE 2008

REQO0O0O0O0 520 Passwoed Reset Pending [Need Mose Infom.. 6/5/2008 51305 PH 6/6/2008 €
@ REQDOO0ODOM 518 Report an Incderd In Frogress B/B/2008 51648 PM BAB2008
- EE/2008, fl

L. REGD0O000001S ... REQPEN: Repee annciderk BEQUOD000T_Ploreing o0 B/E/00B51358PM, .

. There are multiple ways of viewing a request. You can highlight any request in the
table. This will populate information about the request in the Request Summary
area located below the table.

m )1 Submitted R equests

Submitted Reques‘[‘s Show |AII Open Requests - |
10 entries returned - 10 entries matched
Request ID Request Hame Status Submit Date Expected Date
———rrecoseseee e == = srm————— = === -
il REQO00000001EEE Report an Incident In Progress E/12/2008 6:33:33 P E/12/2008 = ’
anframe Frink >uppart Flanring byl B TU DA FR bsbs Ul
REQO00000001525 Mainframe Job Suppart Draft B/B/2008 5:31:47 PM £/6/2008
REQO00000001524 Fecycle Mainframe Equipment Flanning E/B/2008 5:25:58 P E/6/2008
REQ000000001522 Uzer ID Request Pending [Meed More Inform...  B/6/2008 5:22:28 Pi E/6/2008
REQ000000001521 Fequest Infarmation Flanning E/B/2008 5:21:19 P E/16/2008
RE Q000000001520 Password Reset Pending [Meed More Inform...  B/6/2008 5:19:05 Ph E/6/2008
¥ REQOODODOO01S1S Report an Incident In Progress B/B/2008 5:16:48 PM B/B/2008 B
RE Q000000001516 RECOPEN: Report an Incident (REQ000000001...  Planning £/6/2008 5:13:58 P £/6/2008 hd

Request Summary

Activity Log :

6/15/2008 9:46:05 AM : opsi30 %

Request Status : In Progress
@ % @ % Flaced call to CMAC to perform after hours intrusive testing

Request Description :

Repart an outage with an existing service
6/15/2008 9:50:49 AM ; opsi30

Barbara (CMAC) states that there is a major fiber cut in b4
\ add | | Activy Log Detais | J

[ HequestDetaiIs” Complete Hequestl Cancel | Feopen |
)

. You can also highlight a request and click on the Request Details button or Double
click on the request and this will bring up the Request Details view.
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Request Table - Request Status and Description

. This will display the current status and description of the selected request.

Request Status :

In Progress

Lr

q

ElEYE

Request Description :

Report an outage with an exizting service

Request Table - Activity Log

. The Activity Log displays entries make by yourself and by DTS Staff. It will show the

date and time stamp, the DTS technician that made the entry, and information on

what was done.

Activity Log :

6/15/2008 9:46:05 AM ; opsi30

6/15/2008 9.50:49 AM ; opsi30

Add | | activity Log Details

Flaced call to CMAC to perform after hours intrusive testing

Barbara [CMAC) states that there is a major fiber cut in
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Request Process Buttons

. These buttons will perform certain functions and will either be enabled (visible) or
disabled (grayed out) depending on the table you are viewing or status of the
Service Request.

Request Detaillz | Complete Hequest Caticel Heapen

Request Details — Details Tab

. Selecting this view will display the Details of the request, the Activity Log showing
entries made by DTS staff, and the Process View which contains system information.
You can print out the request by selecting the Print link. Only information in the Details
tab will be printed, the Activity Log will not be included. You can select the other views
by clicking on the tabs located at the top of the form.

m Activity Log Process Yiew
Request Status: In Progress

Summary for Report an Incident Print I

1D: REQO00000001666 Requested By: Customer User
Title: Report an Incident Requested For: Customer User

122

Level: Company: DTS ITSM Services
Turnaround Time: 0 Phone: (200)438-0683 ext. 4867
Submit Date: 6/12/2008 6:33:33 PM Email: stacy.fong@dts.ca.gov

Provided Information

Incident type™* :

Disruption in service

Description of the Incident (add attachment if necessary)™** :

BR707.net.ca.gov [ARS: IF Down Se3/3 285.205.169.570 BROR334 IR - Bakersfield ckt 19hcga274167-825] down
Impact®® :

1-Extensive/Widespread

Urgency™®* :

1-Critical

Contact's First Name** :

Customer

Contact's Last NHame*¥ : E
User

Contact's Phone Number :
20914358-0683 ext. 4867

Cloze

|4
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Request Details — Activity Log

. The Activity Log is broken up into four sections.
1). Summary Table
2). Summary Description
3). Attachment

4). Submitter Information

Details m Process Yiew

Aequest Status: In Progess

F entiies returmed - 12 entries matched

Filez Submit Date Submitter Heed: Altention

Thiz tick el weas crested fom the sernce iequest system 0 B2/3008 53540 PM Remedy Appheston 5.,

‘wheek in Progree 0 BA5/2008 3:28: 33 AWM opsi) Heeds Atterion
‘woek, in Progress 0 BAS2N0E 32855 AM  opsi30 MHeeds Attertion
Moved o Pending Clent 0 BA5/2008 33603 AM  opsidl Heeds Attention
Callng cheri 0 BAS200E 33621 AM  opsiZD MHeeds Atterntion
Moved o Pending Clent 0 BA5/2008 33623 AM  opsidl Heeds Atterticn
Chertt Update 1] BAS/2008 342 40 AW  opsi30 Heeds Sttantion
CMAL tickett - CMS 3453E44F 0 BA5/2008 346:05AM  opsiZD Heeds Attenticn
CMALC updale 0 BA5/2008 350:49AM  opsi30 Mesds Attartion
Meed an update 0 BAS/2008 1212220 .. Customer User

Thiz bicket was created from the senice request spshem. 1 BAE/2008 33146 PM opsi30 Heeds Atbention

ticketl - CMS 34596445 1 BAE/2008 33223 PM  opsidd Heeds Aftention _/
\If : :
rg,;.mmy: CMAL update Attachment - File Name Size Attach Label

Motes : Barbara [CMAL) slates that there iz a magor Add |
fiber cul in B akersfiehd and techracians e
Emuymmmhﬂ No . [Lireit 1 Adtachment per Ackivity Log Entry)
Euhmmer [mﬁﬂ

| Submit Date : 6/15/2008 950:43 AM

Azl J
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Request Details — Activity Log — Summary Table

. The Summary table displays the Summary, Attached Files, Submit Date, Submitter,
and Needs Attention columns. If the entry displays a Needs Attention message, this
is a flag informing you that a new entry has been entered into the Activity Log by
DTS staff. Once you view or take action on that entry, the alarm symbol & and

Needs Attention message will disappear.

12 enlnes etumed - 12 entnes matched

Filez | Submit Date | Submitter Heed:z Altention
This ticket was created from the service request seslem. 0 6/A2/2008 63540 PM  Remedy Appleation 5.,
whoak in Progree 0 652008 2833 AM  opei30 Meed: Attertion
‘Waak n Progress 0 BN5/2008 92855 AM op=3 Meeds: Attention
Mowed to Pending Chent 0 6/15/2008 9:36:08 AM  opes3D Meeds Attention
Callrg client 0 BA15/2008 9:36: 2 AM  opat3D Mesds Atlention
Mowed to Pending Clent 0 B/15/2008 9:36:23 M  opad0 Meed: Attertion
Chertt Update 0 BA5/2008 34240 AM  opss30
CHALC bicketll - CHMS3459644F 0 BA15/2008 94605 AM  opsi30 FEe0 ANErRion
CMAC updale 0 £/15/2008 35049 4M ops30 Meed: Attention
Meed an update 0 6520081271220 ... Customer User
Thiz ticket was created hom the serice request spslem 1 BAE/2008 3:31:46 PM  ops3 Meeds Attention
CMAC bickelll - CMS345964AF 1 BAE/2008 33229 PH  opsidD Mesds Atlention
Ll g """‘":;"L‘—''<:1Ir:\'_—;_';:;;l"-““’“-”‘lh‘-W--n#‘k '''' e T i T i AR e

Request Details — Activity Log — Summary Description

N s gty

Clicking on an entry in the Summary Table will display the Summary and any Notes

entered for that entry, Attachments, and the Submitter and Submit Date information.

Summary : |CMAC update Attachment :  LECLELTE Size Altach Label
I | Altachment 1
Notes : Barbara [CHMAC) states that there i a major o ]
fibet cut n Bakersheld and techeicians are
Ernnwmmmhn e [Lirnit 1 Attachiment per Activity Log Enty)
Submitter - {opsi30
Submit Date :  |6/15/2008 95043 AM

ST T e kS o W &

L

B T L e ”H'.. :

Page 28



Updating a request

. There are two ways to update a request.

>

The Submitted Requests Console Activity Log. Highlight the request to be
updated.

The Request Details Console Activity Log Tab. Highlight the request to be
updated and double click or click on the Request Details button.

Submitted Requests Console — Activity Log

. To make an entry in the Activity Log, click the Add Button from the Submitted
Request Console, make an entry in the Summary and Notes fields, and click Save.
If you need to add an attachment, follow the previous instructions on Adding an
Attachment.

:‘:Jzniesm.-md-ﬁm:nm&md

E Requazt 1D Requezt Name Staluz Submit Date Expacted Dab
4 REQOMOMOOISIT  Manhiame Prnt Support Planneg B/ 00 B 1059 PM [T
{ REQOOOOOOONN 526 Repont anIncident Flarning B/ 2008 E:0 10 PM E/B/2008
z REQOMOOODONT 525 Mamframe Job Suppaort Dt BB 2008 53147 PM EAG2008
" REQOOOOOO00T524  Recycls Mankame Equpment Plarnrng BB/ 2008 5 2558 PM E/B2008
) REQOOOOOOO0NS523  Report an Incadent In Progress BB/ 2008 52318 P B/A/2008
4.,  REQOOOOOOO0ISZZ  User D Request Penuding [Mesd More Infoimation]  6/6/72008 522 28 PM E/62008
{’ RE 0 O00O00000 521 Request Information Plarning BAE/2008 52119 PM EMES2008
"- REQOOOOOOOM 520 Password Resst Pending [Meed More Infamation]  5/6/2008 51305 PM E/B/2008
REQODOOOOONIS1E  Repo anlncidert B/E/2008 51648 PM E/BS2008

e

REDFEM: Repo

RE Q000000001 516

Request Summary

Request Status : In Progress

an Incadent [RE Q000000001 51E]

d
3

(1. T = T
’@ FIEEIEY )
.___f' Request Description :

LY < A
ﬁl:? Repon an outsgs wath an @asting serace

i

Secondary Contact
1 ey wrurvadabie, plesc

vt conkach Cuttomes User 2 o [209)
5208 Ext. 4567

Attach Label
At achement]

Iri Progeess
Flarirars BARS2008 513 58 PM

Activity Log :

6/6/2008 7:01:59 PM ; opsi3d ~

Contacting client

7:02:32 PM
resgarching problem w
S e e L R
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Request Details Console — Activity Log Tab

Clicking on the Add button in the Activity Log from within the Request Details console
will also allow you to make an entry in the Activity Log and add an Attachment. The
Summary and Notes fields will be blank allowing you to make an entry. Click Save.

Details Process Yiew 9
| 12 entiies retumed - 12 entries matched -
Files | Submit Date
Thiz cket was crested fiom the senace request sysbem 1] B 252008 B:35:40 PW
‘Work in Progres o BA15/2008 52838 AM
Wik in Progress 1] BAE/2009 9 2655 AM
Moved to Pending Chent ] 652008 3 36.08 AM
Caling clent 1] BA15/2008 53621 AM
Meoved to Pending Chent i) BA5S2008 5 36:23 AM
Chent Update 1] BA5/2008 34240 AM
CHAL tickettt - CMS 3459E544F o BEA5/2008 54605 Al
CHAL update 0 BS2008 550049 AM
Mesd an updabe i) BASS2008 121220
This bcket was crested flom the serace tequest gystem. 1 BABS2008 3 31:46 P
CMAL ticketl - CMS53459544F 1 BAES2008 33229 PM
Summany . |CMAC update Attachment : m
MNotes : Barbuara [CMALY states thal thens i amqu I_"'_f
libas cut in Bakersheld and techncian: ae li,l s
ulm'lﬂy wukr.y of feparEa the rid b
ETR at thes Details Process View E
9 eniries retumed - 3 enlries matched
Add | This ticket weas created from the sapace request spelem il i
—— Wark in Progres 1] EB/15/2009 3:22:39 AM npn}
‘Work n Proguess o E/15/2008 32055 AM  opsi.
SV | | Moved to Pendng Chent 0 E/15/2008 93508 AM
Caling chent 0 6152008 9.35:21 AM
Moved to Pendng Chent 1] B/15/2008 3:36:23 AM ;
Cherl Update ] EBA5/2008 24240 AM  op
CMAL ticketh - CMS J59546F 0 E/15/20083.45054M cpyh
CMAL update ] BA15/2008 350049 AM q:%
Summarny : [Heed an update \ Attachment :
Motes : Pleare cal me when pou have an update
o when the fiber cut will be repased
Submitter :
Submit Date : {
kﬁm'_l Cancel | /
. _E":'i;'f‘J _.\' T L R TR S S S

-
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After the entry is saved, you will see your entry in the table with your name shown

as the submitter.

12 entries returned - 12 entries matched

Summary Files | Submit Date Submitter Meeds Attention
Thiz tick et was created from the service request system. 0 6/12/2008 6:35:40 P Remedy Application 5.

Whark in Progree 0 B6/15/2008 3:28:38 AM  opzid0 Meeds Attention
Work, in Progress i] B/A15/2008 9:23:55 Ak opsi30 Meeds Attention
Moved to Pending Client i] B/15,/2008 9:36:08 Ak opsi30 Meeds Attention
Calling client i] B/A15/2008 9:36:21 Ak opsi30 Meeds Attention
Moved to Pending Client i] B/A15/2008 9 36:23 Ak opsid0 Meeds Attention
Client Update 1] B/15/2008 34240 40 opei30 Meeds Attention
CHAL ticketl - CMS3459644F 0 B/15/2008 9:46:05 AW opsi30 Meeds Attention
l_‘rll = Updul Ll r'.l-|||:J"|nnn n.lzn._.:n ::JI P I"II'I II.‘I d Lb ”I.; #r

[ Meed an update I} BARSZ008 12:12:20 ... Customer User
Tlfll l;b;\l:l g, LIUGLUL: LLLEILN] lllll: L | iL!l: =18 P =Sy L ) 1 o H| o . {NINn) J.J1.‘;U IT:.\"I LIp: ;JU I“IUISL: HllUfll;Ufl
CHAL ticket$ - ChM53459644F 1 B/A1E6/2008 3:32:29 P opsi30 Meeds Attention
Summary : |Need anupdate Attachment :  LEELELT Size Attach Label
Attachment 1
Notes : Pleagze call me when you have an update adld |
on when the fiber cut will be repaired
[Lirit 1 Attachment per Activity Log Enty]
Submitter : |Eustnmer User
Submit Date : |Ei.n"'| B/2008 12:12:20 P
Add

Cloze
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Logging Off

Click the Logout link at the upper right corner of the screen to close the application.

Do not click on the “X” in the upper right corner, doing so will cause a delay in your
next login for a minimum of one hour.

j\%‘ *1 || X ILive Search o=

e [

b ]

ﬁvE} nggvl-_IQ#Pagev-@Tnﬂlsv *

Welcome Customer Mon-Support

Refresh Logout Help
[Requesting On Eehalf OfF Generic Emplopment Desw nefk
| Q @ Wiew Broadcast
1}-
.I:'
'; Al Open Requests - Service Cart -
¢ [a Dpan e | | -]
Status Statuz Reazon | Submit Date Expected Date
}‘:;. Planning 24742009 12:17:33 P 2742009 12:17:15...
k3 Planning 20372009 2:12.52 PM 24372009 2:0319 P
L
R R Y, L NP SN VO WV o PNy (PSP s
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